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Patient feedback analysis is important because it helps improve the 
quality of care, enables patient-centeredness, evaluates performance, 

manages reputation, ensures regulatory compliance, and fosters 
continuous learning and innovation in healthcare.
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Net score Excellent Very good Good

Net 
Satisfactory 
Score is

95 31 43 21

Total feed backs collected:   1150                           Total number of Questions: 10
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1. Availability of sufficient information in hospital (Directional 
and location signage, registration counter, laboratory, 

radiology and pharmacy, etc.)
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2. Waiting time at the registration counter.                                   
(Out Patient Experience)
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3. Behaviour and attitude of hospital staff
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4. Amenities in waiting area (chairs, fans, drinking water and 
cleanliness of bathroom and toilets
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5. Attitude & Communication of Doctors
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6. Time spent on consulting, examination and counseling
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7. Availability of lab and radiology investigation facilities 
within the hospital
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8. Promptness at Pharmacy counters
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9. Availability of prescribed drugs at the hospital pharmacy
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10. Your overall satisfaction during the visit to the hospital

PATIENT FEEDBACK ANALYSIS - JULY TO DEC 20244/2/2025

0

100

200

300

400

500

600

Excellent Very Good Good Fair Poor

360

502

246

12 0



PATIENT FEEDBACK ANALYSIS - JULY TO DEC 20244/2/2025



Net score Excellent Very good Good

Net Satisfactory 
Score is 93 21 34 38

Total feed backs collected:1525                                  Total number of Questions: 18
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1. Availability of sufficient information in hospital (Directional and location 
signage’s, registration counter, laboratory, radiology & pharmacy, etc.)
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2. Waiting time at the registration/ Admission counter
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3. Behaviour and attitude of hospital staff at
registration/admission counter
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4. Your feedback on discharge process
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5. Cleanliness of the ward
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6. Cleanliness of Bathroom and toilets
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7. Cleanliness of bed sheets, pillows, covers, etc.
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8. Doctor’s attention to the patient and regularity of the doctor.
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9. Attitude and communication of doctors
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10. Time spent for examination of patient and counseling
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11. Promptness in response by nurses in the ward
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12. Round the clock availability of nurses in the ward

PATIENT FEEDBACK ANALYSIS - JULY TO DEC 20244/2/2025

0

100

200

300

400

500

600

Excellent Very Good Good Fair Poor

343

559
581

27
1



13. Attitude and Communication of nurses.
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14. Availability, attitude & promptness of ward boys/aaya.
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15. All prescribed drugs were made available from hospital supply
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16. Diagnostic services were provided within the hospital
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17. Timeliness of supply of the diet and its quality
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18. Your overall satisfaction during the treatment as inpatient
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Corrective and Preventive Action Plan (CAPA)
Based on the Root Cause Analysis (RCA) findings, 

the following CAPA measures are recommended to address the 
concerns in inpatient and outpatient services.

1. Key Identified Issues
Inpatients (IP)
Issue Percentage: 4.41%
Areas of Concern:

•Long wait times for discharge and service delivery.
•Cleanliness and hygiene-related concerns.
•Communication gaps with hospital staff.
•Lack of personalized patient care and attention.
•Poor coordination between departments leading to patient delays.
•Lack of structured pain management protocols.
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Corrective and Preventive Action Plan (CAPA)
Based on the Root Cause Analysis (RCA) findings, 

the following CAPA measures are recommended to address the 
concerns in inpatient and outpatient services.

1. Key Identified Issues

Outpatients (OP)
Issue Percentage: 2.93%
Areas of Concern:

•Long waiting times for consultations.
•Delays in billing and pharmacy services.
•Lack of proper guidance to navigate hospital facilities.
•Poor communication regarding estimated wait times for consultations.
•Limited seating and waiting area discomfort for patients.
•Inconsistent patient education on follow-up care and prescriptions.
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2. Root Cause Analysis (RCA)
Inpatients (IP) RCA Findings:
Operational Delays:

•Inefficient discharge planning leads to prolonged hospital stays.
•Incomplete documentation and clearance delays.

Cleanliness & Hygiene Issues:
•Insufficient housekeeping staff during peak hours.
•Inconsistent compliance with infection control protocols.

Staff Communication Gaps:
•Language barriers affecting patient understanding.
•Lack of proper training on patient-centered communication.

Departmental Coordination Issues:
Poor interdepartmental communication for test reports and procedures.
Inefficient handovers between shifts causing information loss.

Pain Management Gaps:
Lack of standardized pain assessment tools.
Inconsistent pain management strategies across specialties.
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Outpatients (OP) RCA Findings:
1.Consultation Wait Time Issues:

•Lack of triage-based priority systems for critical patients.
•Absence of real-time tracking systems for patient flow.

2.Billing and Pharmacy Delays:
•Manual processing leading to slower billing cycles.
•Limited space at Pharmacy counters resulting in long queues.

3.Navigation and Assistance Issues:
•Lack of digital guidance systems or hospital maps.
•Insufficient patient assistance staff at key checkpoints.

4.Triage Inefficiency:
•No priority mechanism for critically ill or elderly patients.
•Lack of defined protocols for redirecting non-critical cases.

5.Communication & Education Issues:
•Inadequate patient education on medication and follow-ups.
•No structured approach to sending reminders for revisit schedules.
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Issue Corrective Actions (Immediate Fixes) Preventive Actions (Long-term Solutions)

Long Wait Times (IP & OP) Deployed additional staff during peak hours

Trying to counsel the patients to get prior 

appointments and also minimized discharge 

process delays. 

Cleanliness & Hygiene (IP)
Conducted immediate deep cleaning audits 

and reinforce infection control practices.

Implement strict daily cleaning checklists, 

increase housekeeping audits, and enforce 

NABH-level hygiene protocols.

Staff Communication Issues (IP)

Provided refresher training for nurses and 

front-desk staff on effective patient 

communication.

Integrated a digital feedback system with 

automated alerts for real-time issue 

resolution.

Interdepartmental Coordination (IP)
Implement structured handover protocols 

between shifts and departments.

Establish a centralized communication 

platform for interdepartmental coordination.

Pain Management Issues (IP)
Implement a uniform pain assessment 

protocol across specialties.

Train medical staff on effective pain 

management strategies.

Billing & Pharmacy Delays (OP)

Open additional billing counters and 

implement fast-track services for follow-up 

patients.

Introduce a digital payment system and 

optimize workflow for pharmacy services. 

Patient Education & Communication (OP)
Introduce a  structured patient education 

program on follow-up care.

Enhanced follow-ups and medication 

adherence systems.

3. Corrective & Preventive Actions (CAPA)
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